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Abstract
The concern of universities is to be competitive and maintain market or to gain new positions. This can be done
by offering products or services of superior quality at lower prices as compared to competitors. In order to meet market
requirements, each university must provide a guarantee of achieving the targets of excellence, ensuring the success only
by introducing a quality management system, aimed at satisfying employability of graduates, as well as their needs.
This paper aims to develop the key-concept ”customer orientation" that shaped the provision of public services
worldwide in recent decades. All procedures for quality assurance in higher education should involve the perception of
students and other stakeholders. Student participation in quality assurance activities implies that the interests of students
and employers and society in general are essential in higher education oriented towards the client. The contribution of
this paper is to measure satisfaction of graduates in an international program in the economic area in Romania. This
framework could help universities establish a customer-focused strategy, which is necessary given the competition
between universities, budget reduction measures and the ratio between the teaching and research activities. Through this
paper, we aim to achieve the overall objective of a complex scientific study that captures both the importance of quality
in higher education and the establishment of a reference framework for the development of a quality culture in higher
education institutions. It is also captured the determination of the importance of students' satisfaction by analyzing the
theoretical aspects in the scientific literature, but also of models and methods that meet the fulfillment of objectives.
Keywords: quality management, customer orientation, students’ satisfaction.
1. Introduction
The university is a social institution that has
reached a certain qualitative state and it is capable of
improvement and stability. The concern of
universities is to be competitive and maintain
market or to gain new positions. This can be done
by offering products or services of superior quality
at lower prices as compared to competitors. One
way that this can be achieved is to implement a
quality management system.
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This system controls all processes within an
organization in order to provide services or products
of better quality.
In a free and democratic society, the kind of
society proposed by globalization, everything is in
movement: money, people, information and the
transposition of these facts in the economy, in terms
of development, represents the optimal distribution
of costs and benefits between those who need them
the goods and those who sell them. Wherever we
look, we see systems that move, we see flow
systems. Some of these systems, namely the natural
ones have reached the optimum state through
prolonged evolution. Others, especially social ones,
must be refined by society through optimal
distribution of imperfections. They will never reach
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perfection in true sense, but just like natural ones,
can reach as least imperfect as possible [10].
In order to meet market requirements, each
university must provide a guarantee of achieving the
targets of excellence, ensuring the success only by
introducing a quality management system, aimed at
satisfying employability of graduates, as well as
their needs.
Quality assurance means creating confidence
among the public that the national higher education
system meets expectations, spends public money
beneficially and activities do not cost much more
than they are worth. The reasons why such a
decision has been made are related to the new
condition of the university as mass education, to the
convergence of the European system of facilitating
international movement of labor, which implies
recognition of diplomas etc.
Quality assurance as part of quality
management, is a whole set of measures aimed at
universities to plan for achieving quality, to
determine the parameters, so measure and prove the
result.
2. Material and Method
This paper aims to develop the key-concept –
”customer orientation" that shaped the provision of
public services worldwide in recent decades. Under
the influence of the principles of New Public
Management in Europe or the principles of
"reinventing government" in the United States
government public sector organizations have used
this concept to reform services.
The objectives were to increase efficiency and
effectiveness of organizations and improve demand
for a particular service in order to increase customer
satisfaction in the context of financial rigor,
globalization and increasing customer demands.
Investigating the context of customer orientation in
higher education in Europe and also following the
evolution of higher education in Romania after
1990, we can notice an ascending trend regarding
the importance of clients in the field of higher
education.
Such as other types of businesses, universities
wish to consider strengthening customer-oriented
approach in interaction with students. Berlin
Communiqué (2003) highlighted that higher
education institutions should promote adequate
learning conditions for students to successful
completion of studies in an appropriate period of
time without obstacles related to socio-economic
context [13].
According to the European Association for
Quality Assurance in Higher Education perception
of students as customers is important for quality
assessment. European standards and guidelines for
internal quality assurance within higher education
institutions, European Association for Quality
Assurance in Higher Education, 2009 (ENQA),
recognize that higher education institutions should
ensure that the resources available to support
teaching activities to students are appropriate for
each program offered. Moreover, all procedures for
quality assurance in higher education should involve
the perception of students and other
stakeholders. Student participation in quality
assurance activities implies that the interests of
students and employers and society in general are
essential in higher education oriented towards the
client. Since 1990, higher education has become a
complex system based on the importance of human
resources development and quality improvement in
the academic sector and not necessarily only a
system based on focus government action
(legislation). Among the prerequisites identified in
this regard are:
 transformation pressures coming from
European education,
 development of higher education after the
Romanian Revolution of 1989,
 development of student organizations in the
last two decades and their role to achieve powers
other than those of students enrolled in
traditional higher education institutions.
Quality assurance is one of the main missions
of higher education institutions. Defining quality in
higher education can’t be achieved without
identifying the main issues defining quality in
general. In everyday life, quality is understood as a
naturally given concept, especially when given
regularly [10]. According to Sallis (2005), the
importance of quality is felt when experiencing
feelings about its absence. But according to the
author, one thing is certain: the quality makes the
difference between things done superficially and the
ones performed according to the principles of
excellence [11]. There are a number of definitions of
the concept of quality, designed to operationalize
this notion. Crosby (1979) defines quality
as compliance with the requirements, while for
Juran and Gryna (1980) corresponding to quality
means fitness for use [1], [9]. Deming (1986)
defines quality as having a predictable degree of
uniformity and reliability and as having a low cost
and being adapted to the demands of the market
[2]. In the following, there will be illustrated the
main features of the concept of quality according to
its founders and its dimensions: Philip B. Crosby,
Joseph M. Juran, W. Edwards Deming, Armand V.
Feigenbaum and Kaoru Ishikawa.
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Philip B. Crosby is known in particular for
the concept of “zero defects” and quality
improvement processes that are based on certain
dimensions of quality:
 quality means compliance with the
requirements;
 quality assurance system is perceived as a
system of prevention of nonconformities;
 standard of performance is given by the
term “zero defects” [1].
Joseph M. Juran developed a quality trilogy
which implies the existence of three key processes:
quality planning, quality control and quality
improvement [8]. According to the author, the
specific actions of quality management should be
planned, controlled and improved. For the process
of quality management the control is done when it
reaches a certain level of performance [8]. Further,
quality objectives are formulated in order to
improve processes, using methods and techniques
such as - for example - Pareto analysis.
3. Results and Discussions
The higher education system in Romania has
undergone significant changes after 1990. First,
there is a major change in terms of the number of
universities: from 56 universities (186 faculties) in
1990 to 107 universities (629 faculties) in 2010.
In this time window, Romanian students have
had the opportunity to study, also in private
universities as an alternative to public higher
education institutions and is notable that in 2009,
45% of students in Romania were studying in
private universities. At the same time, the number of
students was relatively constant during the period
1971 - 1989 (200,000 students), but among 1990 -
2010 the number of students has increased 5 times
(about 1 million). Significant increases were
recorded for economic studies and legal studies,
technical studies making a strong comeback in the
last decade in terms of number of students. With the
increasing number of students increased also the
number of teachers in higher education, but with a
much lower rate. Also, the infrastructure of higher
education institutions has grown but much slower as
the number of students [3]. The great “spiritual
masters”, mentioned above, were instrumental in
developing the concept of “quality”. There are,
therefore, six common levels for the concept of
quality proposed by spiritual masters and these refer
to concepts such as customer satisfaction, reduction
of costs, leadership, personnel training, teamwork
and organizational culture. The concepts
foreshadowed by each of the authors, illustrate
requirements that are necessary to ensure quality
management (Table 1).
Table 1. Requirements necessary to ensure quality management
The concept/
Author Customer satisfaction Reducing costs Leadership and responsibility of top management
Crosby
Maturity in approaching the
concept by increasing interest
in customer satisfaction.
The price of non-compliance
entails the idea that quality is
free.
Leadership by example and
promoting participatory
management.
Juran
Customer satisfaction which
leads to profit is the outcome of
satisfaction related to the
product or service.
The costs of doubtful quality
remain unknown, but are high.
The responsibility of top
management is staff motivation,
which includes its participation
in quality programs.
Deming
Customers define the quality,
being pawns of the main
production processes for
products and services.
Quality made from the
beginning of a process draws
lower losses and costs.
Top management responsibility
is to show stability in quality
objectives.
Feigenbaum
Customer orientation is an
important part of total quality
management.
Quality control costs less than
correcting errors related to
quality.
Quality requires absolute
support of top management.
Ishikawa Total quality control meanscustomer orientation.
Total quality control reduces
long-term costs.
The commitment of top
management has to be proved
by adopting the leadership
position in order to
implement quality processes.
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Table 1. Requirements necessary to ensure quality management - continued
The concept/
Author Customer satisfaction Reducing costs Leadership and responsibilityof top management
Crosby
Continuous training of staff at
all hierarchical levels of the
organization.
Promote teamwork for internal
communication and the quality
board for external
communication
Commitment to quality becomes
a value of employees in order to
achieve quality products,
services and processes.
Juran
In order to implement quality,
training must be done
primarily in the top
management in order to
acquire up to date skills.
Most quality improvement
projects are multifunctional,
which implies the existence
of multifunctional teams.
The existing quality system at
organizational level involves
also strong cultural aspects.
Deming
Implementation of a vigorous
program for training staff in
order for it to acquire new
knowledge and skills. It is
noteworthy also the
implementation of the
statistical methods to
measure professional program
effectiveness.
Multifunctional teams can
improve the quality of products
and services and also are
responsible for reducing costs.
The need to implement a new
philosophy: banishing
fears related to quality
evaluation methods and
adapting a positive attitude
approach to quality.
Feigenbaum
Training on the job is
fundamental for achieving
commitment towards quality
processes that take place at the
organizational level.
Quality control committees
should have representatives
from all areas.
Quality control is a way of
approach and thinking regarding
quality, bearing capacities of a
communication channel
across organizations.
Ishikawa
Total quality control is a
revolution in thinking;
therefore training is necessary
for all employees.
Multifunctional administrative
committees are responsible for
quality assurance.
Quality control requires the
participation of the entire
organization, which does not
necessarily imply a deliberate
control of quality but is the
result of organizational culture.
Student satisfaction is a significant dimension
to determine the quality and efficiency of higher
education institutions [12], and from this point of
view is vital for higher education institutions to
identify what is really important and valuable for
students. The analysis of students’ perception of
quality is a major concern for high level education
institutions. On one hand, Duque and Weeks (2010)
approach the importance of students for assessing
the quality because they are considered the primary
customers of the institution of higher education, and
on the other hand, Jackson et al. (2011) mention the
need to address the reality perceived by students as a
perception on quality because it should be
considered where action must be taken to improve
quality [4], [7]. In fact, the contribution of this paper
is to measure satisfaction of graduates in an
international program in the economic area in
Romania. This framework could help universities
establish a customer-focused strategy, which is
necessary given the competition between
universities, budget reduction measures and the ratio
between the teaching and research activities.
4. Conclusions
Currently, customers of high education
institutions, namely students/graduates are regarded
as key- actors with the purpose to measure the
performance in order to promote quality university
academic services that contribute to social and
economic growth of a country. Moreover, customer
focus in the higher education sector also implies a
demand for quality educational services regarding:
teaching, administrative processes, infrastructure
and research.
Starting from the current situation in Romania
regarding the low employability of graduates, low
graduation rate in higher education institutions and
existing competition in the university sector by the
increasing number of universities and students in
both the public and private sector, we aim to
develop a model of total quality management based
on the satisfaction of students and graduates and the
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importance of developing specific skills needed in
the labor market in order to increase their
employability.
Through this paper, we aim to achieve the
overall objective of a complex scientific study that
captures both the importance of quality in higher
education and the establishment of a reference
framework for the development of a quality culture
in higher education institutions.
It is also captured the determination of the
importance of students' satisfaction by analyzing the
theoretical aspects in the scientific literature, but
also of models and methods that meet the fulfillment
of objectives, such as:
 presentation of “quality” and “quality
management" concepts in higher education
institutions;
 identifying the main ways of ensuring
quality in higher education nationally and
internationally;
 highlighting the performance indicators in
university sector;
 presentation of quality models developed in
higher education institutions.
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